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 “I’m so glad that there are people like you here to help us with our questions.  Thank you for all the 
time you’ve spent on this.  Thank you so much from the bottom of my heart, I do so appreciate it.” 
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Support & Information Helpline – who we are 
_______________________________________________________________________________________ 

 

 

 

 

 

 

 

 

 

 
Families Outside is the only national organisation that works exclusively on behalf of families affected by 

imprisonment in Scotland.  The Support & Information Helpline is our longest running service, in operation 

for over 20 years to support people affected at each stage of the criminal justice system and beyond.  It is a 

key contributor to two of the three targets in our Strategic Aims, bringing about a wide range of outcomes 

for families: to provide and increase direct support and information to families, and to raise awareness and 

influence policy and practice regarding families affected by imprisonment. 

 

Families affected by imprisonment face a range of challenges.  The impact of parental imprisonment on 

children and young people, for example, is often significant and enduring. Families Outside works to mitigate 

the effects of imprisonment on children and families - and consequently to reduce the likelihood of 

reoffending - through support and information for families and for the people who work with them. 

 

Families Outside offers a suite of support options, one of which is our Support & Information Helpline.  The 

helpline is often the ‘first port of call’ both for families and for professionals seeking information, support, 

and guidance. The helpline allows callers the opportunity to discuss their concerns and explore the various 

options open to them in a supportive, confidential setting. 

 

Talking to assess need, listening carefully and actively, and taking the appropriate action are the cornerstones 

of our helpline service.  As we can see from the testimony below, one call to our helpline service can have a 

huge impact on the way a family copes in the face of adversity: 
 

“My family have been torn apart by these offences.  I have been dealing with these issues 
on my own for three years.  In one phone call to Families Outside, I have been given hope 
that relationships in the family can be healed and that we have a future.  Thank you.” 

 

 

 

 
 

 

 

Talking Listening Action 

“Thank you. Speaking to you gave me the opportunity to unload things that have been pinning me 
down for years, things that I cannot share with anyone else.” 
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Helpline activity 
_______________________________________________________________________________________ 

 

 

Our Freephone Support and Information Helpline is open 9am-5pm Monday to Friday. 

 

 

 

 

 

 

 
How Do People Access Helpline Support and Information? 
 

 74% of contacts were made via the Helpline number 
 

 8% of contacts were made via the Families Outside office line 
 

 7% of contacts were made via people leaving messages on our answering 
service 

 

 11% of contacts were made via other avenues including e-mail, letter, text, 
or social media 

 

 

How Long Do We Spend Talking To You? 
 

 Over 70% of our callers have positive outcomes in 10 minutes or less.  
 

 Over 15% of our callers have positive outcomes in 10-20 minutes. 
 

 Over 7% of our callers have positive outcomes in 20-30 minutes. 

 

 

 

 

 

 

 

 

 

 

 

Over 1,800 people contacted our Helpline for support 

this year – a 4% increase on last year. 

“I was really worried before I spoke to you.  No one could answer my questions.   
My mind is now at ease.  Thank you so much.  Keep up the good work.” 

http://www.google.co.uk/imgres?imgurl=http://wordconstructions.com.au/blog/wp-content/uploads/2010/06/contact_icon_buttons.gif&imgrefurl=http://wordconstructions.com.au/blog/2010/06/keep-ideas-flowing/contact_icon_buttons/&h=934&w=619&tbnid=7lAWSLfaYkQshM:&docid=ClZRTH3sDnEphM&ei=5bW4VYnxGsLwUMefg9AO&tbm=isch&ved=0CB0QMygaMBo4ZGoVChMIyfeQrJuAxwIVQjgUCh3HzwDq
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Who did we talk to? 
_______________________________________________________________________________________ 

 

 

 
 

• This category 
includes past or 

present partners. 
Current and ex-

partners often 
express concerns 

around the 
impact of 

imprisonment on 
their children 
and families.    

• Calls can be 
from any 
relation of a 
prisoner.  Due to 
the way families 
are configured, 
relatives other 
than partners or 
parents often 
play a significant 
role in supporting 
prisoners.  

• Parents of all ages 
take an active 
interest in the 

welfare of their 
sons and 

daughters who 
are in prison.  

These concerns 
can be of a 

practical 
and/or 

emotional 
nature.

• Over the years, 
the Helpline has 
seen an increase 
in calls from 
professionals.  
These include 
health, 
education, social 
work, and 
criminal justice 
personnel, for 
example. 

Professionals 
33%

Parents 28%

Partners 27%
Other 

Relatives 
12%
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What Did We Help With? 
_______________________________________________________________________________________ 

 

 

Calls to the Helpline are increasingly complex, and callers bring a multiplicity of concerns to us including 

some of the issues below – Home Detention Curfew, Extended Home Leave, Parole, Cross-Border transfers, 

and Travel & Transport, to mention a few.   
 

 

Housing, financial matters, children, the mental health of callers and prisoners are among some of the 

concerns raised on the Helpline.  Addressing these issues invariably require provision of emotional support.  

In 2014-15, we supported: 
 

 

  
 

97 contacts were about 
housing matters 

114 contacts were about 
financial concerns 

174 people were concerned 
about their children. 

   

50 people were worried about 
their own mental health 

We helped 196 people to 
claim travel 

413 people who contacted us 
needed emotional support 
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Helpline Data 
_______________________________________________________________________________________ 
 

 

The Helpline provides information and feedback to many relevant organisations and interest groups across 

Scotland.  Helpline data contributes to the shaping of policies and practice. Some of the groups that the 

Helpline provides input to are listed below.   
 

 

 

 

 
 

 

 

 

 

 

 

 

 

 

 

 

H
el

p
lin

e 
D

at
a

Criminal Justice Voluntary Sector 
Forum

Scottish Consortium on Crime 
and Criminal Justice

SPS Children and Families 
Strategy Groups (via Families 

Outside Regional Coordinators)

The Scottish Prison Service’s 
National Suicide Risk 
Management Group

Parliamentary Cross-Party Group 
on Children & Families Affected 

by Imprisonment

“I didn’t know where we could turn with our concerns.  Thank you for listening and speaking  
to the prison.  You have been like a saviour to me.” 
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Stages of a helpline call: a case study 
_______________________________________________________________________________________ 
 

 

 

 
 

 

Talking

Mary calls the 
Helpline.  Her 

daughter Jenny is in 
prison.  Mary's 8 year 
old son Joe has been 

diagnosed with 
autism.  Mary wants 

Joe to maintain 
contact with Jenny, 

but he  finds travel to 
the prison and the 

noise in the visit room 
hard to cope with. 

Listening

Mary is struggling to 
pay for visits to the 

prison.  She is in 
receipt of the 

appropriate benefits 
but has never heard 
about the Assisted 

Prison Visits Scheme 
(APVU). 

Mary has literacy 
difficulites and cannot 

read or complete 
forms by herself.

Helpline Actions

Arrange for prison 
visitor centre staff to 

assist Mary in 
completing the APVU 

form. 

Liase with family 
contact officers at the 

prison. As a result, 
bonding visit forms 

are given to Jenny  to 
complete so that Joe 

can  have a more 
positive visiting 

experience.  

Signpost Mary to a 
voluntary 

organisation who can 
help with transport to 

prison visits.

Signpost Mary to 
Austism Scotland who 

will support her as 
she comes to terms 

with her son's 
diagnosis.
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Developments this year and beyond 

_______________________________________________________________________________________ 
 

 

Continued efforts have been made over the past year to ensure best practice.  Some of the areas we have 

concentrated on have included the following: 

 

 

Helplines Partnership Member 
The Helpline has used the Helplines Partnership standards as a 

compliance indicator.  Areas of interest include planning and 

running the helpline, helpline service provision, recruitment, 

training and development policies, and working in partnerships. 

 

 

 

Purchase of New Telephony  
Our new telephony system provides more scalability and 

offers the flexibility of having administrators work from 

different locations as part of the same office group. New 

headsets enable background noise to be eliminated. 

 

 

 

Room Move 
The helpline now has a dedicated room within the building to 

ensure privacy and confidentiality for all callers. 
 

 

 

Staff Training  
Helpline staff attended numerous training events as part 

of their continuous professional development. Training 

included child protection, mental health first aid, 

helplines partnership training, evaluation learning set, 

and logic modelling. 

 
 

 
Database Updates  
The helpline recruited the services of an expert volunteer who is 
upgrading the database and tailoring it to requirements of the 
helpline. 

 
 

 

 

https://www.google.co.uk/url?sa=i&rct=j&q=&esrc=s&frm=1&source=images&cd=&cad=rja&uact=8&ved=0CAcQjRw&url=https://en.wikipedia.org/wiki/File:Fatal1ty-gaming-headset-by-creative.jpg&ei=EXSJVcCwFe3B7Ab40YO4BA&bvm=bv.96339352,d.ZGU&psig=AFQjCNEhTPzcWniH1nBwIu6Ya04oyPYdXA&ust=1435157901139954
http://www.meassociation.org.uk/information-and-support-line/meconnect/
http://www.google.co.uk/url?sa=i&rct=j&q=&esrc=s&frm=1&source=images&cd=&cad=rja&uact=8&ved=0CAcQjRw&url=http://www.getprice.com.au/aastra-6735i-ip-phone.htm&ei=_HOJVfK1K-LT7Qa7koAw&bvm=bv.96339352,d.ZGU&psig=AFQjCNHMEw22gs5IZ2VyG5Lpbri_XJpKeA&ust=1435157877063088
http://www.google.co.uk/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&ved=0CAcQjRw&url=http://www.nsis.co.uk/services-overview/office-move/&ei=FrCKVZGYLvSR7Aagh67AAw&bvm=bv.96440147,d.ZGU&psig=AFQjCNGDUa4YiTahk0ORgIwCBwZCXe3KmQ&ust=1435238799173232
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Conclusion – another successful year! 

_______________________________________________________________________________________ 
 

 

The Support & Information Helpline clearly meets its targets within our Strategic Aims, resulting in a range 

of positive outcomes for families.  It provides and increases direct support and information to families, who 

often use the service both for one-off queries and as a ‘first port of call’ to link them into more in-depth 

support.  It also raise awareness and influences policy and practice regarding families affected by 

imprisonment, based on the fact that professionals who work with families make up a third of contacts to 

the Helpline. 
 

 

Over the next year we plan to… 
 

Launch our new helpline number  
In following the OFCOM directive terminating the use of 0500 numbers, the helpline have purchased a new 

0800 number which will be launched within the next year. 

  

Develop New Publications  
The launch of new publications will coincide with the launch of the new helpline number.  

 

Implement our new Database 
Our new and improved database will be fully implemented. 

 

 

 

Helpline Team, Families Outside 

September 2015 
 

 

 

  

“Before I called Families Outside my only option to get money for travel to a prison visit  
seemed to be the pawn brokers.  Families Outside pointed me in the right direction  

to get help with travel costs.” 


